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Building Better Relationships

Objectives: 
Identify interpersonal skills that help to build better 
relationships with the people at work and at home.
Identify the role of effective communication in win-
win conflict management. 
Explain the importance of the quality of relationships 
for your own well-being.



“It’s not what you know…”

Who am I? 

What are my priorities? 

What are my goals?

Independence vs. interdependence



Tools of the Trade

Effective listening

Effective communication



Why Listening Matters

Calmer, more rational reactions
Accomplishment of goals, successful 
discussions
Faster, easier discussions
More positive judgments toward listeners
Greater harmony, conflict less likely
More willingness to approach listener



Barriers to Effective Listening

Thinking of how you will respond
Judging
Using loaded words
Giving advice
Quizzing
Reassuring 



How to Listen

Pay attention
Respect the human being
Appreciate the content and emotion



One Additional Level

Confirm your understanding
Prepare to understand
Confirm/Clarify
Respond



Final Thoughts on Listening

Listening is…
A physical activity you do 
actively, on purpose
A way to enjoy others and 
learn from them
An unconditional gift
Not about agreement, 
about you, or your 
reactions

Listening …
Takes practice
Requires generosity
Requires concentration 
& caring
Keeps relationships 
alive, repairs old ones 
& creates new ones



“It’s not what you say…”

Words

Tone

Body-language



Effective Communication is…Assertive 
Communication

Use “I” statements
Express your feelings honestly
Describe the behavior
Describe the effect on you
Suggest a change



Effective Communication in Conflict 

What is conflict?



Understanding The Nature Of Conflict

Competition

Interdependence

Perceived incompatibility



Avoiding Conflicts Results In

Resentments build up
Feelings get displaced onto other people or things
Griping, backbiting



Mutual Conflict Resolution

1. Identify purpose, importance, desire to solve
2. Take turns listening
3. Repeat what was said
4. Clarify questions
5. Find agreement areas 
6. List all solutions
7. Star mutually acceptable solutions
8. Choose one
9. Set next steps and time to evaluate



Guidelines For Conflict Resolution

Address early and in private
Speak directly to person with 
whom you have conflict
Expect discomfort
Focus on desired outcome, 
not problem

Stick to the topic
Treat other person as 
resource
Call a time-out 
Take the other person’s skill 
level into consideration



Final Thoughts


